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COMPUTERWORLD 


The  power  of  25.  Packed  in  the  space  of  one. 

The  powerful  and  affordable  IBM  System  x3650  M4  Express  server. 

To  meet  today’s  growing  demands,  businesses  need  a  highly  capable  server  even  when 
budgets  are  tight.  The  powerful  IBM®  System  x3650  M4  Express®  server,  with  the  latest  Intel® 
Xeon*  processor,  offers  great  value  at  an  affordable  price.  Designed  to  deliver  84%  greater 
performance'  and  handle  as  many  workloads  as  25  prior-generation  IBM  System  x3650 
systems?  x3650  M4  can  help  improve  productivity  and  resource  utilization.  This,  coupled 
with  the  expertise  of  IBM  Business  Partners,  can  help  you  configure  customizable, 
affordable  solutions  to  suit  your  unique  business  needs. 
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Project  Greenlight 


Bring  Your  Build,  Dismantle, 

Own  Cloud  Repeat 
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SMARTPHONES  AT  WORK 


BlackBerry  Customer  Forgoes  BYOD 


B 


UCKIN6  THE  BVOD  TREND,  Canadian  So  far,  the  biggest  selling  point  of  the  new 

Tire  is  issuing  BlackBerry  Qio  and  Zio  and  Qio  smartphones  is  their  long  battery 

Zio-smartphones  to  its  corporate  life,  said  Roman,  noting  that  the  BlackBerry 

employees.  devices  last  to  to  12  hours  on  a  single  charge. 


combined  with  opportunities  to  in¬ 
crease  employee  satisfaction,  among 
other  things,  has  helped  drive  the 
BVOO  movement.  Willis  wrote. 

Most  of  the  IT  executives  sur¬ 
veyed  by  Gartner  think  well  of 
BVOO.  but  only  22%  said  that  they 
"believe  they  have  made  a  strong 
business  case"  for  mobile  projects. 


free,  fully  functional,  non-expiring  trial  version  at  InterSystems. 
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$8.3  billion 


MICROSOFT 

$300M  Nook 
Investment 
Delivers  Little 

Microsoft  has  gotten  next  to  nothing 
from  its  $300  million  investment  in 
Barnes  &  Noble,  analysts  said,  but 
it  may  reap  some  rewards  as  it  pre¬ 
pares  to  ship  smaller  tablets. 
ln,April  2012.  Microsoft  and  the 


PROCESSORS 


Shrinking  Chips  Challenge  Moore’s  Law 


NTf  I WIU  continue  to  fulBll  Moore’s 
Law  for  the  foreseeable  future,  but 
keeping  up  with  it  is  becoming  more  of  a 
challenge  as  chips  get  smaller,  according 


owned  subsidiary  that  included 


Intel  in  1968.  It  has  held  true  for  years,  but 
Holt  said  that  manufacturing  smaller  chips 
with  more  features  is  difficult.  "There  are  just 
mote  steps,  and  each  one  of  those  ste"'  n»oHc 


Barnes  &  Noble's  Nook  business. 
That  bought  Microsoft  a  17.6% 
stake  in  the  company.  Other  parts 
of  the  deal  settled  patent  disputes 
between  the  two.  promised  Nook 
royalties  to  Microsoft  and  yielded  a 
Nook  app  for  Miaosoft's  ‘Modern" 
tiled  user  interface. 


THERE'S  A  REASON 
NO  ONE  SA^  EASY 
LIKE  MONDAY  MORNING. 

In  the  business  world,  Mondays  aren't  easy.  But  it  doesn't  have  to  be  that  way.  With  CenturyLink  as 
your  trusted  technology  partner,  you're  free  to  focus  on  the  things  that  matter  most.  As  a  leader  in 
hosted  IT  solutions,  our  visionary  cloud  infrastructure  gives  you  a  secure  and  reliable  environment  to  run 
all  your  applications.  Our  global  broadband  network  supports  both  MPLS  and  Ethernet,  ensuring  your 
business  is  scalable  and  agile.  And  our  dedicated,  responsive  support  is  designed  to  make  your  life  easier 
every  day  of  the  week. 


NEWS  ANALYSIS 


was  still  recovering  from  a  recession,  said 
Robert  HoflFman,  the  ITI’s  senior  vice 
president  for  government  relations,  in  a 

Unemployed  IT  workers  say  otherwise. 

For  instance,  so-year-old  Robert  Wade, 
a  ay-year  IT  veteran  with  a  bachelor  s 
degree  in  electrical  engineering  and  a 
master  s  in  irtdustrial  engineering,  has 
worked  for  only  lo  of  the  last  40  months. 

The  Indianapolis  resident  has  sought 


the  move,  and  still  nothing,”  he  said. 

In  addition  to  facing  competition  from 
lower-paid  workers,  job-seeking  IT  veter¬ 
ans  say  they  must  deal  with  employers  that 


IT  Vets  Say  Job  Offers 
Go  to  Qieaper  Labor 

Tech  pros  with  15-plus  years  of  experience  say  they’re 
getting  bypassed  in  the  job  market  as  employers  hire 
foreigners  and  young  people.  By  Grant  Gross 


John  Donaldson,  a  software  developer 
who's  been  out  of  work  since  October, 
said  he  is  getting  no  job  offers  even  though  he  has 
kept  up  with  Hadoop  and  other  hot  technologies 
and  has  experience  in  SQL,  Java  and  data  model¬ 
ing  and  more.  Many  companies  are  “overly  picky," 
passing  over  veteran  workers  whose  skills  ate 

r  similar  to  but  not  exactly  the  same  as  those  posted, 

said  Donaldson,  51,  of  Oakland,  Calif. 

Bea  Dewing,  61,  has  strong  experience  in  data 
»t|.p  modeling,  a  skill  that’s  said  to  be  hot,  but  she’s  been 
*  unemployed  since  December.  She  has  worked  in  tlie 

lir0  tech  industry  since  1986,  as  a  programmer,  a  systems 
analyst,  a  database  designer  and  a  project  manager. 
Dewing  said  she  moved  to  New  York  City  to 

. .  work  on  a  project  but  was  laid  off  and  replaced  by  a 

foreign  worker. 

Greg  Steshenko,  who  immigrated  to  the  U.S.  in  1987  from  what 
as  then  the  Soviet  Union,  hasn’t  worked  steadily  since  2002.  The 


holders  and  recent  graduates  is  keeping 
them  unemployed  or  underemployed. 

A  recent  study  from  left-leaning  think 


Since  2002, 1  had 

and  overexperienced. 

Steshenko  said  it’s  difficult  to  try 
to  guess  what  skills  companies  will 
want,  because  technology  is  con¬ 
stantly  changing. 

1  1  brief  periods  n 
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an  ’  i  H 

“You  cannot  get  that  experience 
unless  you  are  hired.  And  you  cannot 
get  hired  unless  you  have  that  experi¬ 
ence,”  he  said.  “It  is  the  chicken-and- 
the-egg  situation.”  ♦ 

Gross  is  0  reporter  /or  die  IDG 

News  Service 

Get  a  room  full 
of  performance 
without  a  room 
full  of  servers. 


Dense  is  smart.  HP  ProLiant  BL660c  Gen8  servers 
and  HP  ProLiant  DL560  Gen8  servers  accelerate 
performance  with  30%  more  compute*  while 
shrinking  space,  cost,  and  power  demands  to 
deliver  ROI  in  only  3  short  months*. 

The  power  of  HP  Converged  Infrastructure  is  here. 


% 


HP  BladeSystem  with  HP  ProLiant  BL660c  Gen8  servers 
and  HP  ProLiant  DL560  Gen8  servers  powered  by  the 
Intel*  Xeon*  processor  E5-4600  series 
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Chinese  Hackers 
Master  the  Art 
Of  Lying  Low 

State-sponsored  CYbercriminals  use  simple 
weapons  to  infiltrate  U.S.  networks,  and 
then  quietly  steal  data  while  remaining 
undetected.  By  Jaikumar  Vijayan 


ominous,  the  reality  of  cyber  expertise  in  the  country  is  more 
mundane,  say  security  experts. 

“It’s  not  that  the  Chinese  have  some  unbeatable  way  of  break¬ 
ing  into  a  network,"  said  John  Pescatore,  director  of  emerging 
security  trends  at  the  SANS  Institute.  “What  is  innovative  is  their 
targeting.” 

Pescatore  said  U.S.  contractors  and  defense  and  high-tech 
companies  that  could  be  targets  of  Chinese  espionage  efforts 
should  be  less  concerned  about  the  origin  of  the  attacks  than 
about  the  need  to  shut  down  basic  vulnerabilities  and  fix  configu¬ 
ration  errors  in  their  corporate  networks. 

While  China  likely  does  have  an  arsenal  of  attack  techniques 
and  zero-day  assault  tools,  it  usually  “uses  the  lowest  level  of  tools 
and  the  easiest  means  to  get  in”  to  networks,  said  Dan  McWhort¬ 
er,  managing  director  of  threat  intelligence  at  security  firm  Man- 
diant.  If  the  Chinese  hackers  do  come  up  against  a  sophisticated 
company,  “they  will  up  their  game,”  he  added. 

Many  of  the  hackers  operating  out  of  China  have  become 


adept  at  stealing  legitimate  corporate  network  credentials  and 
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BUSINESS  APRS 


TO  GROW  YOUR 
BOTTOM  LINE. 


Applications  to  keep  your  business  moving. 


BlackBerry'  helps  you  give  employees  the  tools 
they  need  to  be  their  best.  We  provide  a  complete 
business  and  productivity  app  portfolio,  robust 
app  management  and  a  low-cost  app  development 
environment.  And  with  BlackBerry'®  Enterprise 
Service  10,  you  can  manage  your  own  corporate 
app  storefront  to  install  mandatory  apps  and  publish 
recommended  apps  to  both  personally  owned  and 
corporate  devices. 

Get  the  full  story  and  a  free  60-day 
BlackBerry  Enterprise  Service  10 
trial*  at  blackberry.com/business 
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Optimize 


Maximize 

efficiency  availability 


^truxureWare 

End-to-end  visibility  of  your 
>  Visualize  change/capacity  see 


I  operational 


'  for  Data  Centers  i 


ability  by  bridging  1 


(DCIM)  software  graphically  i 
^ter  physical  infrastmeture 


s  from  plan 


Download  our  FREE  DCIM  white  paper  and  enter  to 
win  a  Google  Nexus  10  tablet! 

Visitwww.SEreply.coni  Key  Codea196u  Call  888-289-2722x6540 
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THE  GRILL  I  MICHELLE  McKENNA-DOYLE 

them  knew  how  they  were  going  to  get  there. 

Will  yon  rotaM  aspiring  aos  Into  Other  areas  Of  the 

bushiesstoglvethemthatvisMIlty?  Yes.  In  fact,  the 

u 


I  speak the  language  of  the 
business  first  and  the  language 
of  technology  second.  I  am  a 
translator. 


Do  you  plan  to  capture  eveiy  movement  of  every  play  oi 
the  field  with  instrumentation?  In  tests  you  can  watch 
the  trail  of  a  player  and  you  can  overlay  that  with  the 
play  called.  You  can  see  the  route  they  were  supposed 
to  run  and  what  they  actually  ran.  Coaches  love  the 
thought  of  being  able  to  take  that  and  have  one-on-one 
coaching  with  the  players. 


Of  IT.  How  has  that  helped  you  in  your  role  as  ao?  At 

Disney,  1  started  in  finance  and  worked  through  all  of 
the  different  divisions.  That  gives  me  an  advanuge  in 
terms  of  being  a  successful  CIO.  I  speak  the  language  of 
the  business  first  and  the  language  of  technology  second. 


Do  you  see  most  OOs  today  cmnhufrem  other  parts  of 
the  horiaaos,  as  yaa  dM,  or  comhii  up  threap  the  nr 
ranks?  Unfortunately,  it’s  people  coming  from  other  parts 
of  the  business.  That’s  disheartening  to  the  smart  people 
I  have  working  for  me  in  lechnok^.  ’They  need  visMity. 
My  team  did  a  leadership  assessment,  and  several  people 


But  does  IT  have  time  to  look  for  those  opportunities?  It 

takes  a  willingness  to  do  it  and  a  leader  who  will  give  you 
the  time  to  do  it.  If  your  day  is  spent  analyzing  equipment 
performance  and  you  don’t  have  a  chance  to  do  that  kind 
of  analysis,  then  how  do  you  ever  get  there? 

What  I  am  trying  to  fora  at  the  NFL,  as  I  did  at  Constel¬ 
lation  Energy,  is  an  IT-focused  analytics  joh  Marketing  has 
research,  but  IT  holds  the  keys  to  all  of  that  data.  Not  only 
do  you  have  to  train  yourself  on  bow  to  build  good  databases 
and  how  to  build  a  data  warehouse  but  also  to  understand 
the  data  well  enou^  to  know  which  things  it  makes  sense 
to  link  together  for  the  insight  it  gives  you  —  that  is  some¬ 
thing  that  an  IT  person  can  see  and  help  prioritize. 

Whrt  otbrt  ainlytia-fdcusmi  pcpiccts  are  you  drlvinc? 

We’re  looking  at  player  performance.  [For  example,  when 
teams  get  re^  ^  the  draft]  there’s  all  types  of  data  to 
look  at  around  statistics  and  players  and  doing  predictive 
analysis  in  terms  of  this  person  looks  like  this  person  and  if 
1  lose  this  person  in  the  draft  who’s  my  next  guy  that’s  most 
like  him.  We  pull  that  data  together,  keep  it  up  to  date  and 
puMish  in  real  time.  Scouts  ate  just  starting  to  use  it. 

Hmu  do  ymi  dMi  wMh  cowNctlvity  and  iMUte  in  tht  itadi- 

um$?  It’s  a  big  challenge  for  Wi-Fi.  When  you  have  80,000 
people  all  going  at  the  same  time  it  puts  a  challenge  on  con¬ 
nectivity.  We’re  leading  the  charge  tm  that  and  helping  the 
stadiums  figure  out  how  they  can  keep  forts  connected. 

If  you’re  at  the  Super  Bowl,  why  would  you  be  watch¬ 
ing  your  phone?  It’s  a  generational  thing.  My  ts-year-old 
daughter  sat  next  to  me  at  the  Super  Bowl  and  she  wa 
her  phone  the  whole  time.  She  loves  football:  she  was 
excited  about  ft.  But  she  was  just  as  engaged  with  talk 
to  her  friends  online  about  what  she  was  seeing.  ’That 
going  t6  change.  It’s  only  going  to  become  more  preva 

-  Interview  bf  Robert  L.  MKdlcll 
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TRANSITIONING  TO  A  HIGHLY  VIRTUALIZED, 
SERVICES-ON-DEMAND  DATA  CENTER  ISN’T  EASY. 


Yes,  Glass 
will  change 
how  we 
think  about 
privacy  in 
publ'K  places, 
but  that's 
nothing  new. 


writing  about 
technology  and  the 
business  of  technology 
since  CP/M-80  was 
cutting-edge  and 
300bps  was  a  fast 
Internet  connection  - 
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Google  Glass  Will  Be 
A  Big  Deal,  So  Deal  With  It 


k  ERHAPS  NO  GROUP  has  earned  a  borderline  obscene  pejorative  as 
I  quickly  as  the  wearers  of  Google  Glass.  I  mean,  the  product,  not 
*  ^e  for  release  until  early  next  year,  is  seen  in  the  wild  today  only 
on  the  few  thousand  who  are  its  early  testers.  And  yet  we  already 


have  the  term  “glasshole.”  Google  Glass  has  also 
been  banned  ahead  of  its  release.  This  all  seems 
to  stem  from  the  belief,  voiced  by  writers  such  as 
Jason  Perlow.  that  Google  Glass  is  evil,  since  “it  s  a 
‘stealth’  recording  device.” 

My  advice  to  anyone  freaking  out  over  Glass: 


Getov 


Sure,  there  is  something  unsettling  about  the 
evolution  of  Glass.  Eventually,  you  are  going  to 
have  to  look  really  closely  to  tell  whether  a  pair  of 
eyeglasses  is  computerized.  And  there’s  no  ques¬ 
tion  that  Glass  can  be  used  In  socially  unaccept¬ 
able  ways.  But  personally,  I’m  a  lot  more  bothered 
by  the  constant  cracking  of  whites  holding 
personal  information  than  I  am  by  the  idea  that 

No  question:  Glass  is  goii^  to  change  how  we 
think  about  privacy  in  public  spaces.  But  such 
rethinking  has  already  been  necessary  for  years. 
Smartphones  required  it.  For  that  matter,  so  did 
the  invention  of  the  camera. 

In  the  past  few  weeks.  I’ve  seen  people  using 
smaitpbcxres  to  take  photos,  record  videos,  tweet 
aiKl  text  during  live  performances  in  Broadway 
theaters  and  at  rock  ’h  roll  music  venues.  In  every 
restaurant  Fve  patronized,  at  least  a  6fth  the 
people  were  locked  into  their  tablets  and  smart¬ 
phones,  even  as  the  people  at  the  table  with  them 
were  talkir^.  I  dcm't  like  it,  and  Fm  not  one  of  those 
pe(^.  But  the  genie  is  out  the  bottle.  Google 
Gla^  is  just  the  ne}^  step  toward  the  collapse  of  the 
barrier  between  the  ^vate  and  the  public. 


There’s  always  good  and  bad  with  these  sorts 
of  developments.  Sure,  phone  cameras  brought  us 
upskirt  i^otos,  but  they  also  were  the  means  of 
exposing  the  prisoner  abuse  in  Abu  Ghraib.  And 
there’s  nothing  new  about  personal  computing  in 
the  public  ^here.  There  isn’t  even  anything  new 
about  wearable  computers.  1  first  used  a  Xyber- 
naut  Poma  Wearable  PC  in  2002.  The  technol¬ 
ogy  made  you  look  like  a  member  of  the  Borg 
■  collective  from  Star  Trek  and  was  about  as  popular 
as  being  assimilated.  With  Google  Glass,  though, 
resistance  might  be  futile. 

With  Google  Glass  and  its  imitators,  that  is. 
Other  companies,  such  as  Apple,  Baidu  and  Tele¬ 
pathy,  are  building  their  own  wearable  computers, 
indeed,  I’ll  be  very  surprised  if  Goo^e  Glass  is 
the  first  such  product  to  market.  And  the  technol¬ 
ogy  won’t  be  for  nerds  only.  There  are  just  far 
too  many  ways  Google  Glass  and  its  cousins  can 
be  useful  for  this  to  be  anything  but  a  success. 
When  you’re  conducting  a  Job  interview,  you  can 
unobtrusively  look  at  the  applicant’s  resume  on 
LinkedIn  or  check  what  he's  been  posting  publicly 
on  Facebook.  Your  mechanic  will  be  able  to  throw 
schematics  onto  his  heads-up  display  as  he  works 
on  your  engine. 

So  stop  crying  about  Google  Glass  and  get  used 
to  how  it’s  going  to  accelerate  the  Molding  of 
the  puUic  and  the  private.  Yes,  it’s  scary.  But  all 
sea-char^  technologies  are  frightening  at  first. 
The  sooner  you  adapt,  the  sooner  you’ll  be  able  to 
profit  from  it  instead  of  being  paralyzed  by  it,  e 
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The  platform 
of  the  past  is  no 
match  for  the 
data  center  of 
the  future. 


The 

Software-Defined 
Data  Center 

from  VMware. 
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IT’S  ALWAYS  A  BAD  IDEA  to  plan  more  projects 


COVER  STORY 


The  business  ejecutiws  believed  IT  could  supply  whatever  they 
wanted,  whenever  they  wanted  it.  Salespeople  had  gotten  into  the 
habit  of  asking  the  development  team  to  create  applications  within 
a  week  to  fulfill  promises  they’d  made  to  customers.  As  a  result,  IT 
employees  were  spetrditig  about  80%  of  their  time  reactirtg  to  crises 
or  stn^gling  to  meet  impossible  deadlines  rather  than  calmly  plan¬ 
ning  their  workloads,  says  Gilmore,  president  of  Wired  Integra¬ 
tions  in  San  lose.  In  the  meantime,  basic  technology  improvements 
weren't  getting  done.  For  example,  Gilmore  was  surprised  to  dis¬ 
cover  that,  though  the  comparry  had  a  large  data  center  with  several 
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T  S  ALWAYS  A  BAD  IDEA  to  plan  more  projects 
than  your  IT  department  has  the  capacity  to  carry 


research  suggests  that  at  least  one-third  of  funded  technology 
projects  ate  currently  in  a  backlog,  waiting  for  IT  to  start  on 
them.  That’s  not  a  good  sign,  he  says  —  especially  since  there’s 
strong  evidence  that  overloaded  IT  professionals  are  measurably 
less  productive  than  ones  with  reasonable  workloads. 

An  improving  economy  is  probably  to  blame  for  the  added 
strain.  In  Computerworld’s  Forecast  20t3  survey,  43%  of  respon¬ 
dents  said  they  expected  their  IT  budgets  to  rise  this  year,  up 
from  36%  last  year.  Sixty-four  percent  anticipated  rttaking  a 
major  IT  investment.  At  the  same  time,  59%  reported  that  con- 
tainirtg  costs  was  a  priority.  In  the  real  world,  that  translates  into 
a  growing  number  of  prrrjects  Sowing  through  IT  departments 
whose  staffing  levels  have  remained  flat. 

"Over  the  years,  there  had  been  pretty  steady  improvement, 
with  backlogs  going  down  and  developer  productivity  going  up,” 
Handler  says.  'The  most  plausible  explanation  is  that  the  credit 
collapse  of  2008  led  to  companies  stopping  everything  they 
possibly  could.”  In  20to,  he  notes,  IT  productivity  again  began  to 
slip,  leading  him  to  suspect  techies  were  once  again  getting  over¬ 
loaded.  Sure  enough:  "We  started  looking  at  other  data  sources 
and  saw  backlogs  building  up,”  Handler  says.  Piling  more  artd 
more  work  onto  IT  is  like  pouring  too  much  water  into  a  funnel, 

he  says:  It  works  for  a  while,  but  then  “all  of  a  sudden  there’s  too 

much  and  it  makes  a  big  mess.” 

A  High-Level  View 

How  do  you  stop  the  madness?  It  begins  with  a  long-term,  high- 
level  approach  that  takes  IT’s  most  important  goals  into  account. 
Unfortunately,  many  IT  shops  aren’t  taking  such  an  approach. 
“When  I  stepped  into  this  role  a  couple  of  years  ago,  we  probably 
had  more  than  200  projects  goir^  at  any  given  time,  but  we  were 
responding  to  a  lot  of  quick-teaction  type  things.  There  wasn’t  much 
of  a  coheietU  strategy  that  linked  all  those  things  together,”  says  ]oe 
Mahaffiee,  executive  vice  president  and  chief  infirrmation  security 


*  INNOVATION  THINKS  It.  ' 

tOLLABORATION  MAI^SAT. 


fP9WERFUt. 


‘  iWmliMI*  ttdinology  taturn  bright  idui  into  iuccassfui  projocts.  The  innovators  at  Verizon  have  created 
enterprisr^aady  solutions  for  today's  collaborative  \«orkforce.  Using  the  security  and  speed  of  the  Verizon 
4G  LTE  network,  along  with  the  latest  devices  and  video  conferencing  apps,  these  solutions  help  create  a 
workplace  where  ideas  move  freely  among  groups.  The  result  is  an  environment  ready  for  inspiration  to  strike. 

Because  tha  world's  biggest  challenges  dasarva  even  bigger  solutions. 

Solutions  for  Mobility:  verizon.com/mobileworkforce 


department  was  to  decree  that  IT  would  no 
take  on  new  projects  for  a  time.  And  he  did 
that  with  the  complete  support  of  the  com¬ 
pany's  top  executive,  who  had  heard  about 
enough  problems  with  technology  projects 
to  know  something  had  to  change. 

"If  you  try  to  start  doing  this  without 
top-level  support,  business  group  leaders  wil 
go  back  to  the  top  executives  and  say,  TT  isn' 
giving  me  what  I  need  and  therefore  I'm  not 
meeting  the  goals  you  set  for  me."' he  says. 

"1  typically  am  involved  in  conversations 
about  projects  that  have  to  be  delayed  —  bu 
our  business  leadership  is  also  involved," 
says  Todd  S.  Coombes.  executive  vice 
president  and  CIO  at  ITT  Educational  Servi 
education  company  based  in  Carmel,  Ind.,  < 
around  the  country.  "Our  group  of  high-lew 
together  well,  and  we're  all  in  the  discussioi 
made.  Typically,  I  don’t  have  to  deliver  the  r 
may  have  to  at  a  lower  level,  and  I  don't  mir 
backing  of  my  boss." 


for  the  person  who  hears  that  no  to  feel  good  about  the  rejection. 
This  is  especially  true  if  you’re  seeking  to  reduce  or  eliminate 
shadow  IT  operations,  which  are  typi^ly  set  up  by  business 
executives  vvho  decide  to  take  matters  into  their  own  hands  when 
they  can’t  get  IT  to  provide  a  desired  technology  quickly  enough. 
"If  they  hear  no  without  having  bought  into  how  that  no  was 
arrived  at,  they’ll  get  it  from  someone  else,"  Handler  warns. 

’The  key  is  transparency.  "If  you  have  a  CIO  deciding  what 
gets  done  and  what  doesn’t,  the  people  who  get  their  projects 
done  will  be  happy."  I.e  continues.  "The  people  who  don’t  get 
their  jobs  done,  if  they  think  the  CIO  was  fair  and  really  thought 


thought  it  throughy 
and  if  they  understand 
the  reasons  for  the 
decision,  they'ii  stiil  be 
happy  80%  of  the  time. 


available  for  software  developraeni 


tend  to  overbook  people." 

“’There’s  often  this  perception  that 
people  who  are  working  eight  hours  a  day  have  another  eight 
hours  available,”  Handler  notes  dryly. 

The  Challenge  of  Key  Employees 

Measuring  capacity  alone  isn’t  good  enough,  since  not  all  IT 
employee  hours  are  created  equal.  "You  need  to  think  about  it 
in  granular  terras,"  Coombes  says.  “Not  only  hours  of  work  but 
development  hours,  testing,  architecture,  project  management. 

Ind^,  the  need  to  find  people  with  both  the  right  skills  and 
enough  free  time  often  stops  projects  in  their  tracks.  And  since 
technical  work  can  often  be  outsourced,  the  missing  resource  b 
usually  project  management  and/or  business  expertise. 

"Are  you  comfortable  outsourcing  the  project  management 
function?”  asks  Bruce  Myers,  managing  director  at  consulting 
firm  AlixPartners.  “Some  companies  are  fine  doing  that,  but 
others  aren’t.  That  is  most  often  the  limiting  factor." 

“You  really  are  constrained  not  only  by  hours  and  functions,  b 
also  by  the  expertise  you  have  in  the  business  context,"  Coombes 
says.  "That  really  is  tto  key  to  understanding  what  a  subject-matt 


COMPANIES  THAT  EMBRACE 

MOBILE  DEVICE  CONSUMERIZATION  WILL  BE 
JMBE  COMPETITIVE  IN  THE  BUSINESS  ARENA. 


EMPLOYEES 

IflLL  USeWr WONE5. 200  MILLH 
OFTHOSE  W11BNM6TNEIR  OWN.' 


MOBILE  IS  THE  NEW  BUSINESS  AS  USUAL. 


Today's  hyper-connected  employees  are  changing  the 
way  business  is  done.  Mobile  devices  have  invaded 
the  workplace,  creating  new  security  risks  and 
compliance  challenges  as  company  data  leaves  the 
safety  net  behind  the  firewall  and  is  shared  across 
devices,  in  the  cloud  and  via  social  networks.  Yet 
companies  that  empower  their  employees  with  the 
freedom  to  work  however,  whenever  and  wherever 


they  are  most  productive  will  position  themselves 
to  be  more  competitive  in  the  business  arena.  The 
consumerization  of  mobile  devices,  coupled  with 
ever-growing  technology  advancements,  is  driving 
businesses  to  rethink  their  mobile  strategy. 

THE  CHALLENGE:  how  to  reap  the 
rewards  while  mitigating  the  risks. 


ar 


OF  EMPLOYEES 
I  USE  AT  LEAST  ONE 
MOBILE  DEVICE  FOR 
BUSINESS  USE.^ 


Done  right,  mobile  initiatives  deliver  an  excellent  return  on  investment: 

•  Increase  communication  and  collaboration. 

•  Boost  employee  productivity  and  increase  customer  responsiveness. 

•  Provide  device,  location  and  access  flexibility  to  mobile  workers. 


TAKING  THE  F/RST STEP. 


Enterprise  mobility  is  poised  to  fundamentally 
change  the  IT  landscape.  As  companies  prioritize 
and  evolve  their  mobile  strategies,  envisioning 
new  processes  and  adopting  new  communications 
platforms,  no  single  issue  is  more  critical  than 
mitigating  security  risks,  including: 

•  Providing  authentication  access  via  certificates 

•  Updating  access  policies  remotely 

•  Managing  user  identities  across  multiple  systems 
and  applications 


•  Providing  a  centralized  source  of  user  identities 

•  Enabling  secure  and  controlled  access  to  corporate 
data  through  mobile  applications 

To  meet  these  hurdles  head  on,  IT  departments  need 
to  re-evaluate  their  current  mobile  security  policies 
and  develop  a  comprehensive  strategy  to  create  a 
solid  foundation  for  long-term  mobile  success. 


ENTERPRISES  ARE  TURNING  TO  VERIZON  TO  PROVIDE  SECURE 
MOBILITY  SOLUTIONS  FOR  TODAY’S  BIGGEST  BUSINESS  CHALLENGES. 


INDUSTRY  USE-CASE  SCENARIOS 


EMPLOYEE-OWNED  DEVICE 


solutions  make  it  easier  for 
businesses  to  manage  employee- 
and  corporate-liable  devices, 
data  and  applications  safely 
and  effectively. 

MANUFACTURING 
Challenge:  To  support  thousands  of 
disparate  devices,  apps,  people  and 
job  functions,  a  large  multinational 
company  needed  to  develop  a 
mobility  roadmap  that  allowed 
employees  to  use  their  own  devices 
while  still  keeping  proprietary  data 
secure.  So  they  turned  to  Verizon 
for  a  beginning-to-end  mobility 
strategy  and  security  assessment 
that  seamlessly  established 
governance  and  policies. 

Result:  Developed  stringent 
mobile  security  requirements 
enforced  through  cloud-based 
solutions,  while  expanding  support 
for  employee-owned  devices— 
improving  mobile  productivity. 


IDENTITY  AND  ACCESS 
MANAGEMENT  (I AM)  solutions  help 
identify  vulnerabilities  and  risks, 
making  it  easier  to  manage  identities 
and  provide  reliable  corporate 
access  to  a  mobile  workforce. 
PHARMACEUTICAL 
Challenge:  When  the  Drug 
Enforcement  Agency  changed 
regulations  to  permit 
e-prescriptions,  it  opened  the 
door  for  pharmacies  to  deliver 
medication  to  patients  faster,  but 
also  created  new  obstacles  due  to 
stringent  security  and  compliance 
regulations.  An  industry-leading 
pharmacy  chain  chose  Verizon  to 
develop  an  lAM  solution  that  allows 
physicians  to  electronically  create 
and  transmit  prescriptions,  in  real 
time,  directly  to  pharmacies  via 
mobile  devices. 

Result:  Improved  security, 
accuracy,  speed  and  consistency 
of  prescription  fulfillment. 
Implemented  a  cloud-based 
authorization  process  that  speeds 
up  delivery  to  market  and  ensures 
compliance  and  security  regulations 


APPLICATION  INTEGRATION 
solutions  provide  development 
frameworks,  platforms  and  the 
expertise  to  help  businesses 
securely  deploy,  distribute,  manage 
and  support  mobile  apps. 
TECHNOLOGY 

Challenge:  A  leading  technology 
company  needed  to  improve  the 
handling  of  urgent  orders  at  the 
end  of  every  month.  They  turned  to 
Verizon  to  help  find  solutions  that 
couid  speed  up  order  processing  and 
delivery.  Now  sales  management 
teams  can  quickly  approve 
pending  orders  in  SAP  and  initiate 
provisioning  and  service-delivery 
workflows  through  their  enterprise 
resource  planning  (ERP)  system— alt 
from  mobile  a^lications  on  their 
iPad*  tablets. 

Result:  Reduced  costs  and 
saved  time  in  mobilizing  existing 
applications  across  multiple 
devices.  Faster  decision  making, 
increasing  sales  and  enhancing  the 
customer  experience. 


VERIZON  WAS  THE  NUMBER-ONE-RANKED  TELECOM  COMPANY 
IN  FORTUNE  MAGAZINE’S  2012  LIST  OF  THE  WORLD'S  MOST  ADMIRED 
COMPANIES.  INCLUDING  FIRST-PLACE  RANKINGS  FOR  INNOVATION 
AND  QUALITY  OF  PRODUCTS  AND  SERVICES.^ 


CREATING  A  MOBILE  ROADMAP. 

The  best  strategy  starts  with  clarifying  your  objectives  to  meet  the  needs  of 

your  employees  and  your  company: 

•  What  systems  do  you  have  in  place  to  protect  company  assets  that  are 
accessible  to  mobile  employees,  customers  and  others? 

•  How  will  you  address  the  evolving  security  and  privacy  issues  associated  with 
both  corporate  data  and  personal  data  residing  on  employee-owned  devices? 

•  How  do  you  minimize  risks  by  scaling  access  privileges  ba^ed  on  user  need, 
sensitivity/location  of  information  and  regulatory  considerations? 

Partnering  with  a  world-class  solution  provider  to  securely  manage  employee- 

owned  devices  can  help  you  safely  navigate  this  next-generation  mobile  culture. 


Additional  solutions 
that  can  help  your  business 
implement  a  successful 
mobile  strategy: 


MOB/L/TY  IS  IN  OUR  DNA. 

With  our  deep  knowledge  of  mobile  systems,  we  can  help  you  increase  mobile 
worker  productivity  while  managing  and  securing  your  mobile  world— so  you 
can  grant  access  to  your  network  and  systems  with  confidence. 


Managed  Mobility 
and  Enterprise  Mobility 

Mobility  Professional 

Wireless  Devices 
Voice  and  Messaging 
Mobile  Applications 
Mobile  Broadband 
Global  Communications 


Why  Verizon? 

•  A  leading  provider  of  managed  security  services  and  security  consulting. 

■  The  nation's  largest  4G  LTE  network.  More  4G  LTE  coverage  than  all  other 

networks  combined. 

•  Robust  mobility  professional  services,  life-cycle  services  and  methodologies. 

•  Manage  millions  of  identities  worldwide  for  enterprises  and  governments.  - 

•  Provider  of  both  cloud-  and  premises-based  dual-persona  solutions. 

•  Global  support  to  assist  you  with  the  architecture,  design  and 
implementation  of  mobile  application  solutions. 

•  Universal  Identity  Services  are  ICAM  and  NIST  Level  3  certified. 


Private  Network  FOR  MORE  INFORMATION,  CONTACT  A  VERIZON  BUSINESS 

_  SPECIALIST,  OR  VISIT  US  AT  VERIZON.COM/MOBILEWORKFORCE. 


COVER  STORY 


Take  Up  the  Slack 


HEN  WORK  simply  has  (0 
get  done  and  IT  employees 
are  overloaded,  one  solu- 


the  work  for  a  new  project. 


expert  Is.  You  may  have  a  developer  who's  good  at  development 
work  and  an  architect  ^^dlo  really  understands  how  a  system  is 
put  together.  But  to  meet  the  demands  of  the  business,  you  have 
to  have  people  who  really  understand  the  needs  of  the  business. 
Those  are  the  people  who  are  hard  to  find  aiKi  to  hai^  on  to.” 

That's  why  Coombes  and  his  team  sometimes  review  the  time 
commitments  of  specific  individuals  when  plannir^  projects. 
“We  ask  who  do  we  need  on  this  project  to  guarantee  it  will  be 
successful?  A  certain  key  individual  might  be  needed  on  two 


say,  'Let’s  get  Bob  to  do  it.  He's  in  IT  finance  —  that’s  like  a  busi- 
ness  analyst.’  And  then  Bob  makes  a  big  mess.” 

The  only  solution.  Handler  says,  is  to  know  what  your  c^jart- 
ment's  limitations  are  and  respect  them.  “Most  of  the  time,  the 

it's  humans  with  technical  skills.  Sometimes  it’s  cash.  On  rare 
occasions.  I’ve  seen  it  be  conference  rooms.  But  whatever  it  is, 
you’ve  got  to  identify  the  constraining  resource  and  stop  approv¬ 
ing  things  when  it  looks  like  you’re  out  of  that  resource." 
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that"  approach  —  and  to  carve  out  separate  cloud  storage  work¬ 
spaces  for  business  documents  that  can  be  walled  otf,  managed 
and  audited.  But  personal  cloud  services  are  difficult  to  control, 
and  users  are  aclept  at  going  around  IT  if  the  productivity  tools 
in  their  personal  cloud  can  do  the  job  easier,  faster  and  better. 
IT  wants  a  bifurcated  approach  to  consumer  and  professional 
cloud  apps  and  storage.  But  users  don’t  work  that  way  anymore. 

Getting  Around  IT 

Scott  Dasis,  CTO  of  end-user  computing  at  V.Mware.  originally 
began  using  a  personal  cloud  app  for  business  after  the  IT 
organization  failed  to  offer  a  viable  solution  that  met  bis 
needs.  Davis,  who  has  speaking  engagements  all  over  the 
world  and  needs  to  share  large  multimedia  presentation  files, 
asked  for  an  exception  to  V.Mware’s  email  attachment  size 
quota.  IT  responded  first  by  suggesting  that  he  pare  down  the 
content  and  then  followed  up  by  suggesting  that  he  buy  "a 
bag  full  of  USB  drives"  to  send  presentations  by  mail.  "That's 
when  I  started  using  Dropbox,"  he  says.  "IT  has  competition. 
People  know  what's  out  there  and  how  to  get  the  job  done  if 
IT  doesn't  help  them."  Gartner  analyst  Michael  Gartenberg 
agrees.  “IT  has  to  deal  not  only  with  bring-your-own  devices 
but  bring-your-own  sers-ices,"  he  says.  People  will  bypass  even 
viable  alternatives  if  they  feel  that  the  officially'  sanctioned 
professional  cloud  offering  isn't  equal  to  the  task  —  or  if  they 
have  a  personal  cloud  app  they  like  better.  “If  it's  digital  and  it’s 
consumer,  it's  going  to  find  its  way  into  the  office.  People  will 
come  up  with  reasons  for  using  it.”  he  says. 

At  construction  management  firm  Skanska  USA  Building, 
employees  are  mashing  up  business  and  personal  work  on  a 
wide  range  of  personal  cloud  services,  including  Dropbox  and 
Esernote.  Today,  says  senior  enterprise  engineer  Jeff  Roman. 
“We  don’t  control  that."  But  IT  is  actively  reviewing  its  options. 
"What  are  we  going  to  limit?  What  can  they  access  at  work  and 
at  home?"  he  asks.  Right  now  that’s  controlled  by  use  policies 
that  employees  must  follow  as  to  w  hat  types  of  documents  need 
to  stay  out  of  the  cloud  and  what’s  permissible.  For  example, 
financial  data  "should  never  touch  a  cloud  service,"  he  says,  nor 
should  some  documents  relating  to  gosernment  projects. 

But  Skanska  is  also  looking  for  an  officially  sanctioned  cloud 
storage  option.  It  is  considering  Microsoft's  SkyDrive  Pro.  using 
Cttrix’s  ZenMobile  to  provide  virtual  access  to  files  stored  on 
back-end  servers,  or  using  niche  services  such  as  Autodesk 
Buzzsaw.  which  puts  cotistruaion  design  tools  and  documents 
in  the  cloud.  “We  don't  need  people  using  all  of  these  different 
tools."  he  says,  but  any  solution  must  be  as  easy  to  use  as  the 
personal  cloud  tools  employees  rely  on.  Otherwise,  users  are 
likely  to  bypass  the  official  alternative.  "It  will  be  tough  to  find 
a  one-size-fits-all  solution,"  he  says,  "but  we’re  working  on  it.  I 
am  hopeful  that  within  the  next  year  we  will  have  one  in  place, 
whether  that  is  on-premises  or  cloud  or  a  hybrid  of  both." 

Blurring  the  Lines 

Organizations  need  to  develop  a  three-pronged  strategy  for 
on-premises,  off-premises  and  cloud,  says  lim  Guinn,  managing 
director  at  consultancy  PricewaterhouseCoopers.  "You  really 
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Dilemtm 


Like  MANY  flnandaf  MfvICK  CMiqniil^ 
m  lUckttiNit  Group  must  ciivhil- 

equity  firm  uses  Mobilelron  for  mobile  device 
management,  has  a  data  loss  prevention 
program  to  control  the  fkm  of  documents 
and  added  WatchDox’s  data  rights  management  software  to 
control  and  monitor  the  use  of  its  most  sensitive  documents. 

WatchDox  encrypts  documents  uploaded  into  It  by  way 
of  a  local  MyWatchDox  sync  folder.  When  the  document 
creator  drops  a  file  into  the  folder.  WatchDox  uploads  ft, 
encrypts  ft  and  distributes  ittoalloftheuser'sendpointde- 
vices,  as  well  as  to  other  authorized  users  based  on  the  poli¬ 
cies  that  apply  to  that  folder.  Users  can  view  the  document 
only  if  they  use  a  browser  plug-in  or  app  that  authenticates 
the  user  and  controls  and  monitors  what  to  do  with  it 
Blackstone,  which  instaHed  the  software  and  then  became 
an  Investor  in  WatchDox  (and  now  has  a  seat  on  the  Watch¬ 
Dox  executive  board),  mosdy  uses  the  tool  for  its  "crown 
jewels,"  as  opposed  to  everyday  documents,  says  ao  Bill 
Murphy.  Wider  usage  will  come,  he  explains,  only  when  DRM 
tools  are  as  easy  to  use  as  personal  cloud  apps  like  Dropbox. 
On  the  plus  side,  tablet  and  smartphone  users  are  accus¬ 
tomed  to  downloading  apps.  so  the  experience  isn't  much 
different  from  using  Dropbox  or  GoodReader  apps,  he  says. 

But  it's  not  tor  everybody.  "There  has  to  be  a  teal  value 
to  security  in  the  firm  for  WatchDox  to  be  the  solution," 
Murphy  says,  including  a  need  to  know  who's  using  those 
documents,  and  where. 

Blackstone  has  policies  against  using  personal  cloud 
apps  for  business  functions  and  blocks  user  access  at  work 
to  a  few  popular  ones.  Including  Google  Drive  and  Drop- 
box.  But  Murphy  doesn't  force  staffers  to  use  WatchDox. 
Rather,  he  touts  WatchDox's  abilfty  to  sync  documents 
across  all  of  a  user's  devices  and  points  out  that  it's  more 
convenient  than  having  to  use  a  proprietary  application  to 
access  and  manipulate  content 
"Anyone  who  believes  we  can  completely  shut  users  off 
from  creating  their  own  content  from  a  variety  of  (personal 
doud  apps],  well,  that's  a  fallacy,"  he  says.  Instead,  Black¬ 
stone  teaches  employees  about  the  firm's  document  use 
policy  and  offers  WatchDox  as  an  option.  "We're  just  trying 
to  make  it  easier  for  them  to  do  the  right  thii«."  he  says. 
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and  users  are  adept  at  going  around  IT  if  the  productivity  tools 
in  their  personal  cloud  can  do  the  job  easier,  faster  and  better. 
IT  wants  a  bifurcated  approach  to  consumer  and  professional 


You  don't  have  to 
do  it  alone  with 
mobile  development 


While  most  organizations  have  developed  a  mobile 
strategy,  the  majority  -  78  percent  -  say  their  strategies 
are  at  low  to  medium  maturity.  Why?  Because  mobility, 
with  its  highly  specialized  skill  sets,  fast  pace  and  unique 
customer  requirements,  is  a  challenging  market.  Many 
organizations  struggle  with  the  complexity  of  mobile  tech¬ 
nology,  the  lack  of  in-house  specialization  and  the  speed 
required  to  bring  a  competitive  product  to  their  customers. 
But  they  don't  have  to  do  it  alone.  Many  turn  to  mobile 
outsourcing  as  a  solution. 

The  best  vendors  are  organized  and  aligned  to  address 
the  unique  needs  of  the  mobile  landscape,  allowing  their 
clients  to  improve  time  to  market,  enhance  their  invest¬ 
ment  in  mobile  technology  and  position  themselves  for 
success. 


Primary  Reasons  for  Outsourcing 
Mobile  Application  Development 


»  Qualities  of  Effective  Mobile  Applications 
Vendor  Partners 

To  maximize  vendor  partnerships,  look  for  the  following 
attributes: 

.Organizations  value  a  vendor  partner  that  offers 
mobility  as  a  dedicated  practice,  with  the  specialized  talent 
in-house  to  keep  projects  driving  forward.  With  a  singular 
focus  In  mobility,  these  resources  can  de'iver  effective 
mobile  applications. 

Next,  partner  with  a  vendor  able  to  adapt  without 
bias,  as  flexibility  in  support  and  delivery  is  critical  in 
mobile  development.  The  ability  to  support  the  full  range 
of  popular  mobile  platforms  is  daunting,  and  development  ‘ 
across  platforms,  devices,  screen  sizes  and  versions  is  key. 

Look. for  a  vendor  that  can  deliver  an  end-to-end 
solution,  rheeting  both  consumer  and  enterprise  demands 
across  the  spectrum  of  technical  consulting,  mobile  devel¬ 
opment,  mobile  testing  and  mobile  application  support. 

Finally,  turn  to  a  partner  that  can  provide  guidance 
and  clarity.  A  vendor  that  can  leverage  best  practices  and 
monitor  processes  to  keep  projects  on  track  can  help  orga¬ 
nizations  effectively  deliver  on  their  mobile  strategies. 
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CONSUMERIZATION  OF  IT 

cloud  storage  services.  "I've  read  the  whitepapers  on  Dropbox 
and  Bo*.  I  guess  they're  secure,"  he  says.  But  for  sensitive  docu¬ 
ments,  be  adds,  “we  don't  want  to  risk  it.” 

Even  the  issue  of  who  owns  business  applications  and  how 
those  applications  are  licensed  is  Uurring.  Evernote  for  Busi¬ 
ness,  for  example,  adds  a  business  services  layer  that  includes 
policy-coatrolled  business  notebooks  and  adds  business  docu¬ 
ment  libraries  to  the  user's  personal  Evernote  account.  Personal 
and  professional  documents  reside  in  different  repositories  but 
with  a  uniffed  view. 

“We're  seeing  a  transition  from  two  completely  separate 
worlds  to  a  world  where  there  is  no  line  between  what’s  good 
for  personal  and  what's  good  for  business,"  says  Andrew  Sinkov, 
vice  president  of  marketing  at  Evernote.  And  if  the  user  leaves 
the  organiaation,  the  account  —  sans  business  documents  — 


unified  document  view.  On  the  other  hand,  Google  Plus,  Singh 
says,  "was  imagined  as  a  semipermeable  layer  where  we  add 
controls  for  the  enterprise  from  the  bottom  up." 

The  Task  at  Hand  for  IT 

But  not  all  consumer-based  cloud  apps  will  necessarily  be  ex¬ 
panded  to  support  enterprise  security  and  compliance  needs. 

As  the  personal  and  professional  worlds  continue  to  blur,  IT 
will  have  to  adapt.  Users  will  want  to  use  some  of  their  own 
personal  cloud-based  productivity  tools,  so  for  better  or  worse.  IT 
will  need  to  support  mainstream  personal  cloud  apps  —  includ¬ 
ing  Dropbox,  says  Gillett.  Going  forward,  he  says,  "you  need  to 
look  at  integrating  employees'  personal  cloud  apps  and  data  in 
the  same  way  you  cotmect  with  business  partners  today.” 
Ultimately,  IT  will  have  to  stop  worrying  about  how  to  control 


will  have  a  profound  impact."  says  Frank  GilleCt,  an  analyst  at 

Forrester  Research. 

With  Office  aoi3  and  SkyDrive.  Microsoft  has  taken  a  small 
step  toward  creating  a  unified  view  of 

the  user’s  personal  and  professional 

worlds.  It  has  created  synchronized, 

local  versions  of  the  user's  SkyDrive 
and  SkyDrive  Pro  (SharePoint  docu¬ 
ment  library)  storage  repositories  that 
exist  as  separate  folders  on  the  user's 
local  desktop.  In  this  way.  Office  365 
can  create  and  modify  documents  in 
the  cloud.  Office  2013  can  read  and 
write  to  the  same  files  in  a  local  folder, 
and  all  changes  will  be  synchronized. 

"There’s  a  convergence  happening  from 
the  user's  pcmit  of  view,"  says  Microsoft 
storyteller  Steve  Gayton. 

This  strategy  gets  around  the  modal 
approach  to  personal  and  professional 
workflows  —  the  two-car-garage 
where  the  user  must  back  out  of  one 
accoum  bay  and  enter  another  to  view 
and  edit  documents.  Office  applications 
can  save  to  either  folder.  And  if  the  user 
copies  a  document  ftom  his  personal 
SkyDrive  folder  into  the  SkyDrive  Pro  folder,  that  file  will  be 
copied  back  to  the  cloud,  where  the  policies  for  that  document 
library  will  apply. 

But  only  in  the  cloud.  While  IT  can  control  which  files  users 
can  sync  with  SkyDrive  Pro,  the  cloud  service  can’t  control 
what  users  do  with  the  locally  stored  versions  of  those  files. 
Users  either  must  work  with  sensitive  files  in  the  cloud  only  or 
use  Office  2013's  Information  Rights  Management  feature  to 
control  forwarding,  copying  or  printing  of  specific  documents. 

"Oeatly,  there’s  a  lot  rf  chan^  coming  where  IT  has  to  inte¬ 
grate  these  [personal  cloud  services]  into  the  current  stack  and 
figure  out  how  it  will  work  together,"  says  Amit  Singh,  presi¬ 
dent  of  the  enterprise  unit  at  Google,  which  in  recent  yeais  has 
added  enterprise  features  to  consumer-based  cloud  applications 
such  as  Goc^  Docs.  With  the  latter,  individual  documents 
can  be  shared  between  the  controlled,  auditable  professional 
account  and  the  user’s  personal  accoum.  Bm  Docs  offers  no 


and  focus  on  protecting  the  documents  themselves,  says  Gartner 

analyst  Ken  Dulaney.  “Companies  will  just  have  to  permit  these 
things  and  take  a  different  look  at  security,"  he  says,  adding  that 
IT  will  eventually  embrace  digital 
rights  management  schemes  such  as 
Microsoft’s  Information  Rights  Man¬ 
agement  service. 

"We’re  working  with  Microsoft 
on  ways  to  support  that  in  a  mobile 
context."  says  Nicko  van  Someren, 
CTO  at  enterprise  mobile  manage¬ 
ment  vendor  Good  Technology.  But 
the  market  for  the  use  of  rights  man¬ 
agement  servers  to  track  and  control 
content  is  still  embryonic,  he  adds. 

While  DRM  has  a  bad  repuudon 
among  consumers,  the  systems  could 
work  for  business,  Dulaney  says.  He 
sees  an  evolution  of  products  similar 
to  WatchDox,  which  encrypts  files 
that  move  outside  of  the  enterprise 
space  and  requires  that  users  have 
an  authenticated  reader  app  to  view 
them.  To  this,  IT  might  also  need  to 
add  puUic  key  infrastructure  systems 
and  certificates,  Elulaney  says. 

But  if  the  idea  of  DRM  seems  unpalatable  —  and  expensive 
—  the  convergence  of  personal  and  professional  clouds  could 
leave  IT  oiganizations  with  few  other  options  for  protecting 
truly  sensitive  documents.  IT  departments  will  also  be  faced 
with  the  challenge  of  maximizing  convenience  while  protecting 
those  documents  in  a  world  where  those  assets  need  to  exist  on 
and  move  quickly  between  many  di&rent  endpoint  devices. 

“These  trends  in  consumer  technology  are  so  massive  and 
supported  by  so  many  citizens  that  this  is  now  the  era  of  user- 
drim  IT,"  says  Dulaney.  “It’s  not  business-driven.  The  user  gets 
to  decide.” 

Skanska’s  Roman  says  be  has  no  illusions  that  be  can  ever 
completely  contitJ  all  of  the  applications  and  data  created  and 
shai^  in  the  cloud  even  though  the  company  plans  to  offer 
official  cloud  alternatives  and  has  strong  policies  about  the  use 
of  sensitive  documents.  Yes,  you  can  put  policies  and  tods  in 
place.  But  ultimately,  he  says,  "you  have  to  trust  your  users.”  ♦ 


supported  by  SO 
many  citizens  that 
this  is  now  the  era  of 
user-driven  IT.  It’s  not 
business-driven.  The 
user  gets  to  decide. 
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Call  for  Submissions 

VMware  Innovation  Awards 
—  Submit  Now 


i 


•  Have  you  and  your  team  completed  a  project  that  had 
a  positive  impact  on  your  company  or  industry? 

•  Was  it  a  project  that  helped  to  transform  the  experience 
for  employees  or  customers? 

•  Did  you  and  your  team  complete  the  project  despite  internal 
and  external  challenges? 

•  Have  you  leveraged  VMware’s  technology? 

Then  it’s  time  to  share  your  story  and  gain  recognition  for  your 
leadership.  Nominations  are  now  being  accepted  for  the  first 
annual  VMware  Innovation  Awards,  produced  by  Computerworld. 

The  innovation  categories  are  (multiple  entries  are  accepted): 

-  Driving  Business  Innovation  with  the  Cloud 
—  Enabling  True  Session  Mobility 
—  Leveraging  the  Software-Defined  Data  Center 
—  Transforming  the  Workforce  with  New  Technologies 

Winners  will  be  selected  by  a  prestigious  panel  of  judges 
and  honored  at  VMworld  on  August  27th  in  San  Francisco. 

Get  more  information  and  nominate  your  project; 
http://events.computerworld.com/vmwareawards 

Nomination  deaciline:  May  31,  2013 


Produced  by 


These  CIOs  know  how  to  set  up  IT  operations  quickly  and  take  them  down  just  as  fast. 
Here’s  what  you  can  learn  from  people  who  work  on  the  fly.  by  mary  k.  pratt 
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He  just  needed  to  know  where  to  go. 

Robertory  heads  the  disaster  services  technology  group  at 
the  American  Red  Cross.  It’s  his  job  to  make  sure  Red  Cross  aid 
workers  have  the  on*site  technology  they  need  to  do  their  jobs, 
even  when  a  hurricane  takes  out  everything  else. 

“When  most  people  go  to  an  IT  person  and  talk  about  disastei 
they're  picking  up  servers  and  running  away.  We’re  doing  just 
the  opposite.  We’re  taking  equipment  into  the  disasters  where 
infrastructure  is  the  worst,”  he  says. 

Robertory  has  an  unusual  talent  in  a  profession  whose  practi¬ 
tioners  often  talk  about  multiyear  deployments:  He  can  build  an 
dismantle  an  entire  IT  department  on  the  fly. 

“We  assume  there’s  no  infrastructure,  [so  we  ask]:  How  can  w 
get  soup  to  nuts  done?”  he  says. 

Robertory  and  other  IT  executives  who  work  in  similar 
circumstances  say  the  temporary  nature  of  their  operations 
forces  them  to  focus  on  the  essentials  —  the  systems  that  their 
organizations  need  most  in  order  to  be  as 
efficient  and  effective  as  possible.  Their 
lessons  on  how  to  run  successfiil  IT  shops 
in  extraordinary  situations  can  be  applied 
in  even  the  most  ordinary  of  conditions. 

Boxed  and  Ready 

For  Robertory,  focusing  on  the  essentials 
means  quickly  delivering  the  equipment 
and  connectivity  that  aid  wcMkers  need. 

Sometimes,  like  in  the  case  of  Hurricane 
Sandy,  he  knows  up  to  a  week  in  advance 


if  he  doesn’t  know  exactly  where  they’ll 
land.  Other  times,  he  has  no  warning. 

Either  way,  he's  ready  to  deliver 
everything  from  Windows  laptops  to 
networking  gear.  “Anything  that  you’d 
see  in  a  normal  office  environment 
we  have  boxed  up  in  ruggedized  cases 
ready  to  go,”  he  says. 

Robertory  keeps  a  mix  of  technolo¬ 
gies  in  the  cases  to  ensure  that  his  teanu 
can  get  something  up  and  running 
fast.  If  land  line  phones  don’t  work,  few 
example,  they  can  go  with  cellular  or 
satellite.  As  part  this  modular  approach,  he  adds  new  technologies 
that  seem  to  make  sense  while  retaining  those  that  have  per¬ 
formed  well  in  the  past. 

make  up  Robertory’s  on-the-ground  IT  teams  set  up  shop.  In  the 
Hurricane  Sandy  response  effort,  volunteers  built  the  IT  infra¬ 
structure  at  a  staging  area  in  White  Plains,  N.Y.,  and  used  satellite 
communications  until  they  had  data  circuits  pulled  in.  The  setup 
was  later  moved  to  a  vacant  floor  in  a  Manhattan  building,  where 
the  Red  Cross  could  use  tlje  existing  network  infrastructure. 

The  equipment  comes  with  detailed  instructions  for  volunteers 
to  follow.  Robertory  says  the  ^)al  is  to  have  a  clear,  concise  plan 
so  volunteers  don’t  get  bogged  down.  “We  have  a  i^-minute  rule. 
If  it  takes  you  more  than  15  minutes  to  figure  something  out,  ask 
for  help  or  [work  on  another  piece  of  equipment).  We  just  keep 
moving.  That’s  one  of  the  secrets  to  our  success,”  he  says. 
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Ready  to  Scale -Fast 

Not  surprisingly,  speed  is  a  common  priority  for  most  temporary 
IT  sh<^.  Just  ask  Michael  Slab)'. 

Slaby  served  as  CTO  for  Barack  Obama's  2008  presidential 
campaign  and  as  CIO  for  Obama’s  2012  campaign  for  a  second 
term.  In  the  re-election  effort,  he  oversaw  the  entire  IT  opera¬ 
tion,  from  analytics  to  security,  starting  work  in  early  2011  and 
continuing  through  nearly  all  of  2012.  He  built  an  IT  department 
that  served  thousands  of  workers  in  that  two-year  period  —  but 
he  knew  that  it  would  all  go  away  in  the  end. 

"The  challenge  is.  you’re  optimizing  for  very  different  things 
than  you  are  in  a  permanent  enterprise,”  he  says.  “It’s  hard  to  pbn 
ahead,  it’s  hard  to  know  when  you’ll  scale,  but  you  know  it  will  be 
big  aiKl  it  will  be  fast,  so  you  have  to  optimize  for  speed” 

Althou^  speed  was  paramount.  Slaby  still  had  to  keep  spend¬ 
ing  under  control  aixl  he  had  to  guarantee  that  everything  would 
work  well  And  he  had  to  be  sure  he  .supported  the  organization’s 
mission.  “How  does  this  help  us  win? 
Thai's  the  question  we  filter  every¬ 
thing  through.”  he  says. 

Slaby  says  understanding  those 
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for  staff  or  volume 


they  worked  together  and  imegrated 
systems  as  quickly  as  he  needed.  He 
used  cloud  applications  for  almost  all 
the  Web  infrastructure  as  well  as  other 
applications  because  he  says  it  offered 
the  speed  and  stability  he  requited. 

Those  guidelines  also  helped  him 
decide  what  he  could  skip,  even 
if  it  meant  violating  standard  IT 
best  practices  —  it  was.  after  all.  a 
temporary  shop.  For  example.  Slaby 
says  he  built  in  security  “but  didn't 
get  bogged  down  in  the  idea  that 
we  needed  a  perfect  tool.’  He  didn't 
develop  a  thorough  disaster  recovery 
plan  but  instead  had  redundancy 
only  for  some  key  systems.  And  be 
didn't  offer  training  and  development 
'We  didn't  have  time  for  handdiolding." 
he  says,  noting  that  he  generally  found  people  with  broad  skill 
sets  more  valuable  than  specialists  who  couldn't  be  moved  when 
needs  shifted. 

A  staff  with  a  breadth  of  expertise  is  required,  Slaby  and  others 
say,  because  these  IT  setups  do  indeed  run  enterprises,  just  as 
permanent  IT  shops  do.  \^ile  the  infrastructure  may  have  a 
much  shorter  life  span,  the  need  for  it  to  operate  smoothly  is  no 
less  important  in  these  temporary  situations. 

Putting  on  the  Games 

At  the  busiest  point  of  his  four-year  tenure  as  CIO  for  the  London 
2012  Olympics  and  Paralympics,  C^rry  Pennell  had  400  paid 
staffers,  2,500  contractors  and  3,000  volunteers  working  in  the 
IT  operation  he  oversaw. 

When  he  started  in  November  2008  with  a  debriefing  from 
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Advice  From  the  Front  Lines 


the  team  that  had  just  run  IT  at  the  Summer  Olympics  in  Beijing, 
he  had  about  a  dozen  staff  members  and  some  support  from  the 
International  Olympic  Committee.  He  capped  off  his  term  in 
November  2012  by  meeting  with  the  team  that  will  handle  IT  for 
the  2016  summer  games  in  Rio  de  Janeiro. 

Like  any  CIO,  Pennell  supported  a  typical  office  infrastructure 
that  included  accountit^,  email  and  knowle<%e  management 
systems,  among  others.  He  was  also  responsible  for  the  systems 
used  in  the  actual  athletic  events  and  those  that  supported  the 

needs  and  interests  of  participating  athletic  teams,  journalists, 

attendees  and  fans  around  the  world. 

And  just  like  other  CIOs.  Pennell  says  he  had  to  determine 

where  to  incorporate  new  technologies  and  where  to  stick  with 

more  proven  applications,  and  when  to  buy  off  the  shelf  and 

when  to  build  his  own  tools. 

“I  started  from  a  perspective  to  minimize  risk  as  much  as  I 
could,  so  we  went  with  proven  techrwlogy  as  long  as  there  was 
not  a  reason  not  to,”  he  says.  Pennell  says  he  didn't  want  to  risk  a 
wide-scale  l^ute  with  the  whole  world  watching. 

However,  Pennell  says  he  did  incorporate  new  technologies 
into  his  enterprise,  mostly  for  mobile  systems,  which  he  accom¬ 
modated  by  building  the  world's  highest-density  Wi-Fi  network  in 
London's  Olympic  Park. 

Pennell  says  the  brief  life  span  of  his  IT  infrastructure  gener¬ 
ally  wasn't  a  consideration  when  it  came  to  choosing  security 
systems.  “If  you  can  get  technology  working  for  a  day,  you  can 
make  it  work  for  a  year  —  and  the  reverse  is  true,”  he  explains. 

The  shorterred  life  cycle  did,  however,  affect  his  implementa¬ 
tion  schedule.  Like  Slaby  and  Robertory,  he  didn't  have  the  luxury 
of  time.  “Most  organizations  can  toll  out  in  drips  and  tweak  as 
they  go  along,”  he  says.  “The  Olympics  mean  that  you're  switch¬ 
ing  everything  on  on  the  same  day.  You  have  to  be  able  to  recover 
from  situations  when  they  occur.  That's  the  big  difference.” 

He  worked  backward  from  the  endpoint  to  schedule  de¬ 
ployment  and  testing  to  ensure  everything  would  be  ready  by 


summer  zon,  when  preliminary  events  were  scheduled.  Such 
time  pressures  can  test  even  the  most  experienced  IT  depart¬ 
ments.  and  Pennell  acknowledges  that  the  tight  schedule  was  one 
of  the  biggest  challenges  he  faced. 

“Most  IT  departments  have  a  long  history  of  how  they  do 
things  and  usually  come  up  with  written  methodologies.  We  had 
none  of  that,  and  we  had  people  from  different  backgrounds  — 
retail,  banking,  the  public  sector  —  and  no  teal  shared  way  of 
doit^  things.  And  we  didn't  have  time  to  invest  in  methodolo¬ 
gies,  so  we  put  time  into  governance  and  communication,”  he 
says.  “What  it  demonstrated  for  me  is  that  governance  and  com¬ 
munication  ate  more  important.” 

During  the  Olympics  project,  Pennell  says,  governance  was  all 
about  managing  milestones,  putting  strict  time  frames  around 

the  work  and  making  sure  that  everyone  understood  the  goals 
and  their  roles  in  meeting  them. 

He  says  working  for  the  Olympics  was  a  big  draw  for  people, 
so  his  team  of  paid  workers,  contractors  and  volunteers  was  mo¬ 
tivated.  Still,  he  made  sure  that  his  IT  department  had  identified 
roles  and  responsibilities  along  with  job  descriptions  and  annual 
reviews.  Understandably,  they  skipped  long-term  goal-setting, 
but  Pennell  and  his  team  did  map  out  how  jobs  would  morph 
over  the  course  of  the  four  years  as  operations  moved  from  plan¬ 
ning  to  implementation  to  actually  running  the  show. 

His  workers  even  got  support  when  the  enterprise  was 
dismantled.  As  leased  equipment  went  back  to  suppliers  and  pur¬ 
chased  goods  went  back  to  vendors  that  prepared  them  for  resale 
or  donation,  stafers  worked  with  human  resources  professionals 
hired  to  help  them  write  resumes  and  search  for  jobs. 

It  was  a  hard  stop  for  the  workers  after  all  that  racing,  but 
Pennell  says  their  Olympic  performance  proved  they  have 
stamina.  After  a  run  like  that,  be  says,  the  day-to-day  operations 
of  the  standard  IT  department  don’t  seem  so  daunting.  • 

Pratt  is  a  Computerworld  connibuting  writer  in  Waltham,  Moss. 
Contact  Herat  marykpmtt@verizon.net. 
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Moving  to  Better  Access  Control 


Another  step  in  our  relent¬ 
less  march  toward  better  se¬ 
curity:  A  couple  of  weeks  ago, 
our  network  access  control 
(NAC)  initiative  moved  to 
initial  deployment. 


every  switch  port  on  the  VLANs  serving 
our  50-plus  offices  around  the  world. 
With  such  far-flung  facilities,  this  is  more 
cost-eflective  than  insulling  appliances 
at  every  location. 

I’m  sure  you  know  how  NAC  works. 


Trouble 

Ticket 


In  practice,  this  means  that  if  a  PC  is 
a  domain  member  but  isn’t  running  the 
systems  management  software,  we  may 
elect  to  install  the  software.  On  the  other 
hand,  if  a  PC  is  not  a  domain  member 
(for  example,  one  that  has  been  brought 
in  from  home  or  by  a  vendor’s  rep)  but  is 
up  to  date  with  patches  and  is  running 
an  antivirus  client,  we  may  decide  to 
grant  access  to  the  guest  network.  That 
option  would  still  give  a  vendor’s  rep 
access  to  jhe  Internet  in  order  to  provide 
product  demos. 

Other  Devices 

We  have  a  few  corporate-sanctioned 
Linux  machines  and  Mpcs.  To  control 


tion  server  networks  and  the  engineer¬ 
ing  and  test-and-development  network 
segments  in  the  data  center.  We’ll  get  to 

We  chose  a  NAC  tool  with  a  central¬ 
ized  management  console  that  monitors 


the  corporate  network.  Others  will  be 
halted  and  given  some  options:  insUll 
the  required  software,  be  placed  on  a 
segmented  network  to  facilitate  that,  or 
be  given  access  to  our  guest  network  for 
limited  Internet  access. 


but  we  could  not  determine  if  they 
were  running  the  systems  management 
software.  This  will  have  to  be  looked 
into,  as  will  the  plethora  of  Linux  and 
Apple  devices  that  are  connected  to  the 
network  but  are  not  corporate  owned.  ♦ 
This  weefe’s  journal  is  written  by  0  real 


tMhaveapolicvthatiiroMbitstlieuseof 

personal  devices,  but  we  couldn't  enforce  It  «  mathias_.hum,an<?,dKK,  com 
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Because  of  SOX, 
IT  problems  are 
now  appearing  in 
I  lO-Ksasloaterial 
weaknesses.’ 


■artPcrUnsis 

managing  partner 
at  Louisville.  Ky.- 
based  Leverage 


well  in  [T.  Contact 
him  at  BartPerkins@ 
LeveragePartners.com. 


Avoid  IT  Audit  Nightmares 


0  ORGANIZATION  wants  its  problems  announced  to  the  whole 
world.  In  IT,  when  something  goes  wrong,  our  inclination  is  to 
tell  the  internal  people  who  need  to  know  while  at  the  same 
time  communicating  our  plan  to  resolve  the  problem.  But  such 


Kv  appearing  ii 


io-K5,a! 


.”  That  phrase  could  indicate  that  enterprise 
financial  data  is  inaccurate.  Yikes! 

The  Federal  Home  Loan  Mortgage  Corp. 
(Freddie  Mac)  encountered  this  nightmare  in  its 
2011  and  2012  lO-Ks.  Auditors  stated  that  mate¬ 
rial  weaknesses  existed  in  Freddie  Macs  inter¬ 
nal  financial  reporting  controls.  The  20H  lO-K 
acknowledged  the  weaknesses,  asserting  that  they 
resulted  from  the  conservatorship  imposed  during 
the  financial  crisis.  The  2012  10-K  stated  that  the 
2011  problems  were  “related  to  our  inability  to  ef¬ 
fectively  manage  information  technology  changes 
and  mainuin  adequate  controls  over  informa¬ 
tion  security  monitoring,  which  resulted  from 
increased  levels  of  employee  turnover." 

Such  public  confessions  attract  unwanted  scru¬ 
tiny  from  executive  management  and  the  board. 
Their  concern  is  well  founded.  Freddie  Mac’s  to-K 
filings  contributed  to  a  free  fall  of  its  stock. 

Freddie  Mac’s  IT  challenges  are  hardly  unique. 
In  its  2012  10-K,  it  stated,  “Our  core  systems 
and  technical  architecture  include  many  legacy 
systems  and  applications  that  lack  scalability  and 
flexibility.”  Later,  Freddie  Mac  added  that  ite  ac¬ 
counting  systems  “lack  sufficient  flexibility"  and 
went  on  to  explain  that  “this  requires  us  to  rely 
more  extensively  on  spreadsheets  and  other  end- 
user  computing  systems.” 

If  any  of  this  sounds  familiar,  start  addressing 
the  issues  now  to  prevent  being  cited  in  a  future 
lO-K.  Here  are  some  ways  to  do  that: 

■  Take  audits  seriOiisly.  Annual  audits  assess 
incident  management,  change  management. 


availability  management  and  other  internal  IT 
controls,  resulting  in  a  list  of  “findings.”  But 
auditors  often  fail  to  assign  relative  importance  to 
those  findings,  leaving  IT  to  set  priorities.  Because 
fixing  audit-related  issues  generally  receives 
far  less  emphasis  than  other  projects,  the  same 
issues  might  remain  on  the  list  for  years.  This  is  a 
mistake.  Change  your  attitude,  and  consider  the 
audit  an  opportunity  to  determine  how  well  IT 
functions  and  supports  the  enterprise. 

u  Develop  an  “Insurance”  business  case.  One 
thing  that  puts  projects  that  address  audit  find¬ 
ings  on  the  back  burner  is  that  they  don’t  directly 
affect  profits.  That  makes  them  unsuitable  to  a 
traditional  business  case  structure.  You  need  to 
make  an  “insurance"  business  case,  arguing  that 
an  investment  is  warranted  because  the  impact  of 
a  potential  event  is  so  catastrophic.  This  approach, 
commonly  used  for  SOX  compliance  and  business 
continuity  plans,  can  be  used  to  justify  funding 
necessary  to  address  known  IT  weaknesses. 

u  Reinforce  irs  opcntkMnl  iimrarUnce.  Most 
executives  and  board  members  know  that  finan¬ 
cial,  HR  and  other  operational  systems  depend  on 
IT.  But  those  systems  aren’t  sexy,  and  they  aren’t 
market  differentiators,  so  they  tend  to  be  taken 
for  granted.  Big  mistake.  When  toads  and  bri<^ 
deteriorate,  transportation  slows.  Similarly,  ctum- 
bUng  operational  systems  slow  the  enterprise’s 
ability  to  do  business  on  a  day-to-day  basis. 

IT  material  weaknesses  in  a  lO-K  paint  a  bull’s- 
eye  on  the  CIO’s  forehead.  Top  management 
might  even  decide  it’s  easier  to  outsource  IT  than 
to  fix  it.  Not  good.  Identify  and  correct  IT  issues 
before  they  land  in  the  public  eye.  Or  surt  updat¬ 
ing  your  resume,  ♦ 
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ers  anything  about  it.  We  hope." 

Oops! 

Service  tech  gets  a  late-evening  call 
to  fix  something  at  a  customer's  of¬ 
fice.  but  when  he  arrives  he  finds  ev- 


Ghost  in  the  Machine 


Probably  Not 


Keeping  Processes  Vital 


As  long  as 
a  problem 
seems  present 


intractable,  we 
enjoy  following 


^  ROCESSES  SEEM  TO  COME  AND  GO.  Too  often,  though,  they  wither 
I  away  from  disuse  when  they  still  have  vdue.  How  can  we  ensure 
*  that  our  staffs  remain  engaged  with  worthwhile  processes? 

Consider  the  life  cycle  of  the  typical  process.  It  usually  is  created 


that  solves  It 


we  better  understand  why  we  let  this  happen  — 
how  much  human  nature  has  to  do  with  it  —  we 
can  interrupt  the  cycle. 

Human  motivation  isn’t  all  that  mysterious.  We 
tend  to  focus  our  attention  on  what  frek  good. 
And  for  us  as  geeks,  solving  problems  feels  really 
good.  We  love  to  roll  up  our  sleeves  and  analyze 
problems,  and  we  glory  in  the  thrill  of  solving 
them.  So  a  new  process  feels  good  because  we're 
solving  a  problem:  "Why  did  the  project  fail,  and 


of  symptoms.  The  joys  o 
ate  somewhat  different  I 
problem.  Problems  give 
their  noxious  symptoms 


Eventually,  we  follow  the  process  because  we 
ate  obliged  to.  We  start  to  thitik  of  it  as  rules  to 
follow  rather  than  a  solution  to  our  problems.  Our 
inner  schoolchild  starts  to  rebel.  Some  of  us  might 
start  to  utKonsckrusly  solve  a  new  problem:  “What 


deliver  an  acoeptaUe  outcome?"  Others  get  caught 
up  in  the  mote  immediate  rewards  of  short-term 
problem-solving.  Solving  an  urgent  problem  is 
mote  tewardittg  than  fbllowit^  a  process  because 


rant  your  child  to  have  married  parents,  or 
ise  your  visa  is  about  to  expire  and  you  don’t 
to  leave  the  country  —  the  chances  ate  the 
[age  won’t  last.  The  same  is  true  of  processes. 


process,  focus  on  the  first  pr 
process  in  achieving  that  visii 
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